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I.INTRODUCTION 
According to Khosrow-Pour (2008), E-government refers to the government’s utilization 
of the tools of electronic commerce in order to accomplish its mission. According to UN and 
ASPA, (2001) E-government can also be defined broadly as the use of all information and 
communication technologies, to facilitate the daily administration of government, exclusively as 
an internet-driven activity that improves citizen’s access to government information services, and 
enterprise to ensure citizen’s participation in, and satisfaction with government process 
According to Kumar; Mahmud; Dwivedi (2007), “e-government has opened a new medium of 
communication for individuals and businesses and provided opportunities to communicate and 
get information in an entirely different way. It has made information and services accessible in 
ways that could not have possible 30years ago”. According to Budhiraja (2002) Electronic 
Governance is defined as the application of Information Technology to the processes of 
Government functioning in order to bring about Simple, Moral, Accountable, Responsive and 
Transparent (SMART) Governance. That is why it is also called SMART governance. According 
to Budhiraja, (2002) definition of e-government, e-government is some form of administrative 
reform whereby the emphasis is on reducing red tape, improved interaction with citizens and the 
business community.  Fountain (2001) as quoted by Moon (2002) suggests the concept of the 
“virtual state,” that is, a governmental entity organized with “virtual agencies, cross-agency and 
public-private networks whose structure and capacity depend on the Internet and web”. Kumar, 
Murkeji and Persaud (2007) also support this idea when he proposed that the distinguishable 
lines between federal, provincial and municipal governments ought to disappear. All government 
information should be found on one place, the government web. 
It is this context of the government’s obsession with e-government that this research aims 
to explore the peculiar conditions that make people adopt or not adopt e-government. Though 
many governments have embraced the digital age, Van Dijk, Peters, and Ebbers, (2008), still 
contents that “Adoption and use of the new services is still rather limited in most countries”. 
Sahu and Gupta (2007) also noted that “low acceptance by the end users is one of the major 
hurdles to the proliferation of e-government projects”.  E-government can be used to cover to the 
shortcomings of New Public Management; new way of governance should be heavily centered 
upon information technology. Wimmer and Traunmuller (2000) hypothesized that e-government 
exists as the guiding vision toward a modern genre of public administration and democracy 
where citizens are substantially empowered to contribute toward policy formulation and 
legislation. According to Heeks (2002), ‘The level of e-government adoption differs especially 
between the developed world and the developing world and digital divide has been cited as the 
main cause of this difference”. According to U.N. (2012) ‘Although e-government mostly has to 
do with internet services, it is important to note that it can also refer to other non-internet 
functions like biometric identification’.  
According to Ladner and Petry (2009), A good e-government program should be able to 
incorporate publish, interact and transact facets. The publishing aspect is mainly about 
government putting ‘helpful” and informative information for the benefit of the users. Graafland-
Essers and Ettedgui (2003) noted that, ‘Since some e-government users would value face-to-face 
interaction a good e-government project should not take away this benefit; it should maintain a 
two-way communication process’. Chan; Lau and Pan (2008) explained that ‘The transact aspect 
can be more like e-commerce where citizens can be able to access and pay for government 
services online, for example applying for passports and paying online’. Ladner and Petry (2009) 
also noted that “investment in transact system can pay off over time in terms of cost savings and 
increased revenue, but these are benefits that will accrue to the government and not to the e-
government users, so for whose benefit is the e-government designed, for the users or the 
government? 
There are various domains of e-government which include e-administration and e-society 
and e-citizen. Janssen, Kuk and Wagenaar, (2008) postulates that “countries world -wide are 
developing towards online service provisioning as a logical response to technological advances. 
According to Janssen and Kuk, (2007), E-government works to prevent duplication of functions 
among government employees through online cross-agency co-ordination through shared 
resources like infrastructure and integration and standardization of the system. According to the 
U.N.(2012) ‘The primary interests of governments in adopting e-government is improving 
efficiency and modernizing the public sector”. According to Ryad (2000), World Bank (2000), 
Electronic government refers to the use of Information technologies to improve efficiency, 
effectiveness and transparency. The United States government according to the UNDP (2001) is 
said to have saved 2% of its money through the use of electronic government, thought the 
percentage sounds too be too small or insignificant, it is a huge amount considering the size of 
the U.S economy, however according to the World Bank (2000) e-government has much 
potential to save government revenues by up to 20%. According to data from OECD countries, 
EU public administrators managed to save about $100billion per year through e-government. 
The costs were also reduced by 15 to 20% which further buttress the idea that e-government 
leads to efficiency in the public sector. However, there has also been debate about the fact that in 
trying to save cost the government in implementing e-government ends up putting people out of 
jobs, this might result in a sabotage of the system by employees, fearing that they may lose their 
jobs, they might also design it in such a way that makes it difficult for citizens to adopt it. 
Almarabeh and AbuAli (2010) noted that E-government brings the citizens and business close to 
the government and the main idea is being innovative and creating value for the citizens through 
enhanced or improving services. Shareef,  Kumar,  Kumar, and Dwivedi (2011) E-government 
also works to save costs and ensure prompt responses to citizens’ concerns and it also makes it 
easy to access government information. Chen, Russell, Ching and Wayne (2009) postulate that 
E-government is premised on three main pillars, publish, interact and transact. According to 
Chen, Russell Ching and Wayne (2009), the difference between developed and developing 
countries, the benefits of e-government are removed boundaries, enhanced accessibility, and 
improved service quality, integrated agencies, improved reputation and greater citizen 
participation. According to Van Dijk (2009), the user needs to be placed at the center of the 
development and the provision of electronic public services”. The research will seek to answer 
the following questions; 
1 Does compatibility influence the adoption of e-government services? 
2 Does ease of use affects citizen’s decisions to adopt e-government services? 
3 Does usefulness affect adoption of e-government services? 
4 Does trust in government affects the decision to adopt e-government Web? 
5 Does accessibility influence adoption government Web? 
6 Does quality of service affects the decision to adopt e-government? 
7 Does Information and technology experience affect the adoption of e-government services? 
8 Does convenience influence the adoption of e-government services? 
 
Figure 1. The Proposed Model of the Research (Modified from Ali R, 2011 and Davis, 1989) 
 
 
 
 
 
 
 
 
 
 
 
1.1 Purpose of the study 
Though e-government is widely used in developed countries, in developing countries 
such as Zimbabwe, the use of e-government is very minimal or non-existent at all. There is still a 
low usage of the system and maybe the explanation is that most developing countries are 
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laggards as Rodgers (1975) puts it or they are late adopters. This study also seeks to investigate if 
the non-adoption of e-government is in anyway influenced by the culture (does the country have 
a digital culture?)  There has been so much research about adoption of e-government in previous 
years, and issues like trust in government, perceived usefulness, ease of use have been cited as 
having an influence in the adoption of e-government. This research will add another variable, 
Information Communication technology, which the author thinks has a very strong influence on 
the adoption of e-government. 
II. Literature Review and Theoretical background 
A number of studies have been undertaken on the subject of e-government adoption. 
According to Gupta, Singh and Bhaskar (2016) “The success of e-government does not only 
depend on government support but also on the citizen’s acceptance of the system. Warkentin, 
Geffen, Pavlou, and Rose (2002) define e-government adoption as the intention of citizens to 
engage in e-Government to receive information and request services from the government. 
Kumar, Murkeji and Perusad (2007) define e-government adoption as a simple decision of using 
or not using online services. Fang (2002) defines e-government as a way in which the 
government uses the most innovative information & communication technologies particularly 
web-based internet applications to improve quality of services, and also provide convenient 
access to government information and services.  This definitions limits e-government to internet 
services only however, Heeks (2009) also defines e-Government as the use of information and 
communication technologies (ICTs) to improve the activities of public sector organizations and 
he postulates that e-government should not be limited to internet transaction only. Heeks R 
(2009)goes further to quote Ntiro (2000) who postulates that there are  three different domains of 
e-government namely; e-administration, e-citizens and e-services and e-society. Heeks (2009) 
also emphasizes that the main thrust is on cutting cost which is in line with the cost transaction 
theory. The OECD defines e-government as the use of new information and communication 
technologies (ICTs) by governments as applied to the full range of government functions, again 
this definition does not limit e-government to internet usage alone but encompasses the use of all 
ICTs. 
The intention or ultimate adoption of e-government can be explained by the theory of 
Planned behavior formulated by Ajzen (1985), which states that the belief system of an 
individual shape their behavior or behavioral intentions. The theory of planned behavior was an 
improvement to the theory of reasoned action that had been earlier propounded by Fishben and 
Ajzen (1980). According to Liska (1984) as quoted by Moon (2002), the theory of reasoned 
actions had some limitations with regards to e-government adoption in the sense that it excludes 
from its scope some behaviors that require special skills, resources as will shall see later in this 
research that ICT experience, and proper designing of the web is essential in e-government 
adoption. According to Gupta, Singh and Bhaskar(2016), even The technology acceptance model 
propounded by Davis (1989)  is based on the theory of reasoned action (TRA), which is derived 
from psychology and predicts ‘behavioral intention’ on the basis of ‘attitudes’ and ‘subjective 
norms’. Norms can however be used as a measure of satisfaction, for example, in e-government 
the question how do you compare the government web with other websites ,can be used to 
determine whether the user is satisfied or not with e-government services. 
Most of the prior studies (Pavlouv (2003), Mun and  Hwang (2003) validated the 
technology acceptance model, however as expected some studies have found results that do not 
support the technology acceptance model as fully explaining the reasons for adopting or not 
adopting e-government.) According to Davis (1989), the Technology acceptance model is used 
to explain customer or consumer behavior in the use of electronic commerce.  The model also 
puts so much focus on intentional behavior and not actual usage of which there might be so 
many factors someone has to consider before actual usage, there is a limit to how humans can act, 
the limit can either stem from legal, societal or religious belief. As Khalil (2011) rightly noted, 
cultural characteristics of e-government users are likely to affect the extent to which services of 
e-government are accepted and diffused  
 
Another model that is used to explain citizens’ behavior in adopting e-government is the 
Diffusion of Innovation Theory. According to Rodgers (1975) diffusion is the process by which 
innovation is communicated through certain channels over time among members of a social 
system. In terms of e-government this can happen when its user recommends a family member or 
friend or just an acquaintance to use e-government because of its perceived benefits or relative 
advantage. Ali (2011) cites issues like compatibility, relative advantage, trialabiltity, 
observability and perceived ease of use as some of the factors that influence individuals to adopt 
e-government. According to this model there are different stages of e-government adoption. 
There are the innovators, early adopters, early majority, late majority and laggards. Some 
citizens are just slow to accept innovation, while others are always looking for newer and better 
ways of doing business with government, they are willing to risk, venturing into unconquered 
territories, and when the other citizens realize that there is actually a relative advantage in using 
e-government, that is when they will also adopt it. Their behavior is explained by the diffusion of 
Innovation Theory where people are categorized according to how early they adopt innovation. 
According to Rodgers (1975) diffusion is the process by which innovation is communicated 
through certain channels over time among members of a social system.   
According to Bakos (1997), the transaction cost theory is also another theory that is used 
to explain e-government adoption behavior. According to this theory Citizens adopt the use of e-
government when they perceive that it would be highly efficient to use the reach of the internet 
to reduce the time and resources required to search and purchase a variety of services. Though 
this theory mainly applies to e-commerce transactions, it can also be applied in e-government 
adoption.  
According to Gupta, Singh and  Bhaskar(2016), even The technology acceptance model 
propounded by Davis (1989)  is based on the theory of reasoned action (TRA), which is derived 
from psychology and predicts ‘behavioral intention’ on the basis of ‘attitudes’ and ‘subjective 
norms’. According to Woodruff, Cadotte, Jenkins (1983), In spite of norms being subjective, 
they can however be used as a way of measuring satisfaction levels. An example is when 
someone is asked, how the government web compares with other websites, if their answer is 
positive, it means they are satisfied with the e-government services. According to Reichheld and 
Markey Jnr (2000) as quoted by Kumar (2007), quality of services also impacts on satisfaction 
and ultimately re-use of the government website. Myeong, Kwon and Seo (2014), also mentions 
that “Web site attributes, such as information quality, system quality and service quality 
perceptions, are usually regarded as key success factors having effects on the final outcomes of 
e-government in terms of efficiency and effectiveness. Zeithamil, Parasuraman and Malhotra 
(2002) pointed out that quality of services can be measured using five dimensions namely; 
tangibles, reliability, responsiveness and empathy. The SERQUAL scale was formed on the basis 
of these five dimensions. 
Kumar, Bhaskar, Mukerji, Butt,(2007) also postulate that “the effectiveness of a website 
design from a citizen’s perspective can be measured in terms of perceived usefulness and 
perceived ease of use, which means these two components are very critical in terms of e-
government adoption. Davis (1989) defined perceived ease of use as the degree to which a 
person believes that using technology will be free of effort. 
 The Planned behavior  theory states that, the use of the internet is voluntary, so it is 
explained by planned behavior, this theory may however be true in case of e-commerce 
transaction but in e-government, that might not be the case since in some instances the use of the 
government web may not be voluntary, also the fact that e-government is not only limited to 
internet browsing but to issues like biometric registration,  it’s not really planned but “forced 
behavior” because, there would not be any other alternative. Also according to the cognitive 
dissonance theory, individuals adopt e-government/e-commerce through what Mosala (2007) 
called  “induced compliance” whereby even though it is inconsistent with their attitudes and 
values but the fact that they would want to maintain consonance among their cognitive makes 
them adopt the e-government.  Srivihok (1999) also mentions that utilization of the internet is not 
always voluntary, it is a must despite the fact that the services are of poor quality and the 
usefulness of the system is also poor. Wellman (1997) also emphasized the influence of group 
norms and values having an influence on the nature and use of e-government analysis, this makes 
a case for managers to do a strong social network analysis in order to determine who is going to 
adopt e-government and what can be done to those groups which are not adopting e-government. 
However according to the theory, the group norms and values evolve over time and hence there 
is also need for managers to be able to predict future behavior so that they can mitigate against 
any obstacles to e-government adoption 
According to Kumar, Bhaskar, Mukerji and Butt (2007), “Trust in government” is a term 
that is used to describe how strongly an individual believes the government— comprised of 
elected and appointed government officials, civil servants and Foreign Service officers— works 
in his or her best interest. Myeong, Kwo and Seo (2014) postulate that the higher the level of 
maturity e-government becomes, the higher also the trust in e-government or in government 
becomes. As Moon (2002) mentions, when e-government has reached at a high maturity level, 
there will be political participation on the web which includes online voting, and online public 
opinion surveys. This emphasizes that the citizens will now have a high level of trust in 
government since they will be free to post their personal details on the government web without 
fear of internet fraud. 
According to Kumar, Bhaskar,  Mukerji and Butt (2007 Previous studies have 
emphasized website navigability and aesthetics   personalization and customization, customer 
loyalty programs, promotions, and permission marketing as key strategies for attracting 
customers to frequently visit a website. Davis (1989) also supported this view when he 
emphasized that perceived usefulness of the government web, that is provision of all the required 
information, has a strong bearing on adoption of e-government 
Convenience-According to Magoutas and Mentzas, (2010) as quoted by Sari (2012) e-
government provides Convenience for citizens as they are not compelled to travel and there are 
no constraints in terms of place and time for receiving e-government services. Modernization- 
According to Moon (2002) e-government has been synonymously used with terms like 
modernized/online/digital governance. 
III Hypothesis developments 
E-government increases government’s interaction with citizen and also saves time and will result 
in the government employing less people thereby saving money. However, in order for citizens 
to fully appreciate the benefits of e-government, the government should provide high level 
security for users of e-government; the website should be user-friendly, accessible to the citizens 
at all time and should also provide useful information. 
 
3.1 Effects of System Compatibility one-government adoption 
Rogers (1995) defined compatibility as “the degree to which an innovation is perceived 
as consistent with the existing values, past experiences, and the needs of potential adopters.” 
According to Ali (2010), there are several factors that shape out compatibility, behavior; culture 
and social orientation are some of the factors. Ali (2010) postulates that, compatibility refers to 
how an individual perceives e-government to be in sync with their beliefs, lifestyle and other 
factors, for example for someone who values face-to face interaction, e-government may not be 
compatible with them for there is no that face-to-face interaction, but then the question one will 
have to ask is “is one-to-one interaction more important than saving time , also the e-government 
system can be designed in such a way that resembles one-to-one interaction for example there 
can be an optimized response system whereby the response is faster and the is room for asking 
other questions . In the context of e-government, for someone of working class, they might not 
have time to visit government offices during daytime but through the use of e-government, they 
can do their business with government from the comfort of their home but it is not only 
compatibility that they seek. Sigala (2008) mentions that quality of service is an antecedent for 
customer satisfaction, so in as much as e-government will be compatible with someone’s 
lifestyle, they might miss the smiles, which will lead to customer loyalty and satisfaction. 
H1 Compatibility influences the decision to adopt e-government services 
3.2 Effects of Trust in government on e-government adoption 
According to Colesca (2009), trust has several definitions and the definitions depend on 
the context. Colesca (2009), further goes on to say that almost every aspect of a person’s life, e-
government adoption included is based in one way or the other on trust. Trust according to 
Colesca (2009) is intimately linked to risk and expectations. Implied in this statement is the idea 
that for citizens to be able to adopt e-government services certain security threats or risks should 
be eliminated. According to Belanger and Cater (2009), it also implies that in the event that those 
threats and risks are not eliminated, is the individual prepared to risk their privacy by adopting e-
government services? The internet risks that are so common are fraud and theft of identity 
(Belanger & Carter 2009). Pavlou and Fygenson, (2006) postulates that, Trust refers to the belief 
that the trustee will act cooperatively to fulfill the trustee’s expectations without exploiting its 
vulnerabilities. Implied in this definition is that the government should prove its sincerity and 
should also prove that their website is safe and they should be transparent, that is provide all the 
information that users need to know before using e-government. According to Colesca (2009), 
most electronic government information systems are known for their high failure rate, this may 
be caused by government’s inability to properly service the systems or theft and vandalization of 
infrastructure and this makes citizens very reluctant to adopt e-government services. Belanger 
and Carter (2008) noted that “Citizen Confidence in government and technology is imperative to 
the adoption of e-government. 
 According to Carter & Belanger (2005) as quoted by Dahi and Zoher, (2015), Citizens must 
have confidence in both the government and the enabling technologies. Wang & Wan Wart, 
(2007) defines trust in government as “normative expectations that public administration is 
‘doing the right things’ and ‘operates in the best interests of society and its constituents. Kim, 
2007; Kim and Lee, (2012) defines trust as “a psychological state that is willing to take a risk by 
accepting vulnerability the confidence and faith that public administration is performing in 
accordance with normative expectations held by the public can use data on citizen’s perceived 
corruption of government officials 
Colesca (2009) postulates that “Trust in terms of e-government adoption comes in two 
forms; namely trust in government and trust in the internet” These two like mentioned earlier on 
can either go hand in hand or each factor can be considered on its own, for example someone 
might trust the internet but may not trust the government website in particular, so although that 
person browses on the internet ,they may never browse the government website or someone may 
browse the government website and not browse the general internet. Colesca (2009) postulates 
that, How then can governments ensure that those who browse the internet also browse the 
government website, one way as Cretan(2009) puts it, is to invest in “E-alliances”. This is more 
like a private sector marketing tool, where companies engage in a joint internet marketing 
alliances. Cretan (2009) mentions that though the companies may be competitors but the returns 
of joint marketing are much greater. E-alliances involve the sharing of software support and in 
this case the government can enter into this agreement with reputable organizations, that the 
citizens have confidence in, and definitely that will increase the uptake of e-government services 
since most citizens trust private organizations with their personal details than they do with 
government departments. According to Belanger and Carter (2008) ‘the high failures of 
electronic government information systems also lead to the citizens shunning the platform. 
Colesca (2009) also buttressed this point when she said ‘bad personal experiences and news of 
large scale computerization failures or inadequacies reinforce citizens’ distrust in e-government 
and the internet. Citizens want continuity and value for money and convenience and they would 
not want to spend much time on the malfunctioning government websites, so proper care and 
maintenance of the electronic government systems might actually increase the adoption of e-
government services. Belanger and Carter (2008) postulates that ‘government’s ability to 
maintain and service the e-government system has a very strong influence on the adoption of e-
government services’. 
H2 Trust in government influences the decision to adopt e-government services 
3.3 Effects of Easy to Use on E-Government Adoption.  
 Fang (2002), postulate that, E-government sites should be designed and operated so that the 
most novices of computer users can readily find the information they need, provide the 
information requested by the government agencies with which they are dealing, and otherwise 
perform all e-government transactions. According to Marche and McNiven (2003) “The 
diffusion of e-government has been slower than the diffusion of e-business and many 
applications are designed from an organization centric view and not from a customer or citizen –
centric view. Mohd,  Wan and  Nazirah, (2016), this strengthens the view that ease of use is of 
utter importance in the adoption of e-government by citizens. Fang (2002) postulates that, the 
government website should be designed in such a way that even the novice can be able to 
navigate on the website easily. Lucas and Spitler (1999), find no relation between perceived ease 
of use and behavior intention. Chau 1996) reports “there is no significant, direct relationship 
between perceived ease of use of the technology and intention to use.  Chau (2006) implies is 
that though the government website is not easy to navigate or easy to navigate does not affect 
people’s attitudes for adopting e-government, but therefore this brings to question that if the 
government website is not easy to navigate what value is it bringing to users since it is as 
difficult as going to government offices in person. 
H3 Ease of use influences the decision to adopt e-government services. 
3.4 Effects of Perceived usefulness on e-government adoption 
According to Davis (1989) definition, perceived usefulness refers to how citizens believe 
that the website would provide all the required information. This implies that if one perceives 
that the information provided on thee-government is not accurate or is limited, they may prefer 
other methods of interacting with the government other than e-government.  According to Fang 
(2002) it is not enough to replicate electronically the administrative processes and procedures 
currently in place. It is necessary to thoroughly re-evaluate the overall mission of the jurisdiction 
and then design a digital structure that creates a government-citizen interface that simplifies and 
streamlines each transaction individually and the entire process of government administration 
generally.  Interoperability-An excellent e-government site is one that provides appropriate and 
up-to-date links to other e-government sites, at its own and other levels in the government 
hierarchy. All e-government sites need to work together seamlessly. 
H4 Perceived Usefulness influences the decision to adopt e-government services. 
3.5 Effects of Quality of services on e-government adoption 
 According to Safeena and Kammani (2013) “System quality refers to the features and 
performance characteristics of e-government Web sites regarding the quality in use or the 
citizen’s view of quality”. Safeena and Kammani (2013) also defined service quality as the 
quality of personal support services provided to citizens through e-government Web sites, such 
as answering questions, taking requests, and providing sophisticated solutions to citizen’s 
problems. It is an important determinant of user acceptance, user satisfaction and system use. 
Although e-government promotes increased interaction between the citizens and the government, 
increased interaction does not automatically translate to quality service for example promptness 
in response may end up resulting in goal displacement, the government will respond to queries 
quickly but without solving the problems. According to Parasuraman, (1988), Quality of service 
is composed of five dimensions: tangibles, empathy, reliability, responsiveness and assurance. 
Chen, Chen, Russell, Ching and Huang (2009) also postulate that the underlying goal of 
electronic government is to improve service quality service for all citizens. According to Lee, 
Tan and Trimi (2005) “The purpose of e-government is to offer citizens valuable and quality 
public services and information on the internet. This includes providing accurate information and 
timely responses. Garcia and Pardo (2005) postulates that “technology provides two main 
opportunities for government and these are increased efficiency and the better quality of services 
provided by government agencies implying that improvement of government services should be 
the ultimate goal of e-government. 
H5 Quality of services influences the decision to adopt e-government services. 
3.6 Effects of Accessibility one-government adoption. 
 According to Carter & Belanger (2009) as quoted by Dahi and Zoher (2015), “Electronic 
government, or e-government, increases the convenience and accessibility of government 
services and information to citizens”. According to Fang (2002), the design and operation of e-
government systems should, from the ground up, take into account the special needs of the 
disabled, and make it possible for them to use these systems as easily as the non-disabled. 
According to Kim, Choi and Yoon, (2014), successful transition into electronic accessibility, 
however, requires concurrent adoption and maintenance of new systems that would be 
significantly different from current operative measures. The systems however does not need to 
be radical since there might be an outcry from the citizens  and also the difference should really 
make a difference to e-government users not just being different without adding value to users. 
According to Susanto (2010); the accessibility of technology to individual is defined as the 
technology that is in place and available for use by the user. The ownership of a laptop or 
computer for example may influence the owner to use e-government and the reverse may be true 
for someone who does not own a computer or laptop. The e-government may be perceived to be 
inaccessible to him.  Heeks (2002) postulates that, the digital divide also accounts for the 
inaccessibility of e-government services especially in developing countries. Heeks (2002) 
defines digital divide as the perceived gap between those who have access to the latest 
information technologies and those who do not. Fang (2002) postulates that e-government 
service s should be designed in such a way that even the disabled are catered for. 
Chen, Chen, Russell, Ching and Wayne (2009) listed accessibility as one of the benefits 
of e-government when he postulated that “one of the benefits of e-government is increased 
accessibility, as when government is in the offline environment it can be difficult to 
access .While some businesses can be conducted by phone, it often requires a visit to the 
government office .This can also be problematic for people in regional and remote locations. 
According to Khosrow-pour (2008) Electronic government has the potential to dramatically 
increase access to information and services”. Khosrow-pour (2008) also noted that electronic 
government represents convenient and reliable services, with lower compliance costs as well as 
higher quality and value. Khosrow-pour (2008) also postulated that accessibility will also be 
enhanced by the availability of a technical support 24/7 and enhanced infrastructure. Mackerras 
and McAllister (1999) give an example of the Australian e-voting as one that is most accessible 
and user-friendly in the world. An all-encompassing e-government should also consider 
accessibility in terms of people with disabilities and the illiterate. 
Liu (1999) also talks about I-way and he defines it as accessibility of the web, though the 
accessibility was in terms of e-commerce transactions, this can also be applied to e-government. 
He mentions that easy of access, speed of internet connectivity, and easy to navigate as 
antecedents to e-government adoption behavior.  
H6 Accessibility positively influences the decision to adopt e-government services. 
3.7 Effects of Information communication technology experience on e-government adoption 
According to Van Dijk, Peters, and Ebbers, (2008):‘users' computer self-efficacy and 
experience of the internet, ICT, and computers create a perception of security in the users' 
attitude toward using online system that affects their intention to use. The scarcity of computers 
and telephones and other e-government devises can actually be cited as hindrances to the full 
implementation of e-government. However, according to Colesca (2009) ‘Internet or ICT 
experience in a way does not mean someone will adopt e-government services” Citizens may just 
decide to browse other websites and not browse the government website though they have ICT 
experience which means it may be a matter of personal choices and individual characteristics and 
behavioral attributes that make someone adopt e-government services other than their experience 
in the internet. Colesca (2009) postulates that e-government implementers should consider the 
behavior of their targeted users before implementing the e-government program 
Fang (2002) postulates that E-government systems need to protect the confidentiality of data 
provided by citizens, the records created and stored by government, and the content and 
existence of citizen-government transactions performed over the internet. Fang (2002) also 
mentions that Data about citizen government transactions, and the content of those transactions, 
needs to be fiercely protected by the government.  
According to Mahmoud, Kumar, Kumar and Yogesh (2014) “Confidence in technology also 
plays a very important role in the adoption of e-government services”. Implied in this statement 
is that if an individual has used technology in the past and it has performed to their expectations, 
then they are most likely to adopt e-government services, Experience is gained through 
continued use of e-government and if someone continually uses e-government when there are 
other channels of communicating with government then it means they have confidence in the 
system and they will even recommend other users to use the e-government platform. 
H7 ICT experience positively influences the decision to adopt e-government services 
3.8 Effects of Convenience on e-government adoption- 
According to Ladner and Petry (2009) “E-government is aimed at simplified and timely 
delivery of services to the citizens, in its simplest form e-government should make government 
services conveniently available via web pages”. Emphasis is on timeliness and availability of 
government whenever the citizens want to access them, care should be taken however not to 
confuse convenience with accessibility. To increase convenience the government information 
should be integrated and information sharing should be encouraged to prevent the process 
whereby users are constantly referred from one ministry or website to another. O-Farell (2010) 
postulates that, E-government should serve as a one stop center for all the citizen’s needs. 
According to Bajaj and Ram (2009) “inter-agency information-sharing results in offering fewer 
contact points for end users of public services, thereby leading to more efficiencies in the 
delivery of those services to the end users”. Chen, Chen, Russell, Ching and Wayne (2009), also 
noted that electronic government represents convenient and reliable services, with lower 
compliance costs as well as higher quality and value. This idea is supported by Colesca (2009) 
when she said “there is also the economical approach to e-government adoption where the 
emphasis is on public value and the quality of service, including the cost versus benefit aspect” 
Colesca (2009) However noted that it is also important to note that though e-government may be 
convenient for citizens, there are also security threats that should be mitigated against. 
H8 Convenience positively influences the decision to adopt e-government. 
Table 2: Modified from Ali and Davis-Definition of variables 
Variable definition 
compatibility The degree to which one perceives e-government to be 
able to fit into their personality or lifestyle and belief ,be 
they religious or cultural 
Trust in government How much citizens are willing to provide their details on 
the government website and how they perceive the 
government will likely keep their details safe and 
confidential 
Perceived ease of use How easy the e-government web will be to navigate, can 
someone without computer or internet experience be 
able to use government web? 
accessibility This refers mainly to connectivity and availability of e-
government infrastructure especially in remote areas or 
developing countries 
Quality of services how is the quality and quantity of information of 
information found on government websites and how 
earlier does one’s request gets attended to 
ICT experience Does someone have to have dealt with computer or 
internet before for them to be able to adopt e-
government  
Convenience This is mainly about relative advantage, what makes 
citizens choose to use e-government over other means of 
communicating with government? 
satisfaction Do the e-government meet the expectations of the users 
efficiency Does e-government save costs or does it make the 
government perform better 
modernization Does e-government improve the way government does 
its business, does it conform to quality standards 
 
IV Methodologies 
This study seeks to determine how factors like perceived usefulness, ease of use, 
accessibility, compatibility and privacy and security influence the use of e-government. Various 
questions were asked on gender, income, level of education ICT experience. The research is built 
on previous articles on e-government adoption and is meant to make some improvements or 
additions to previously used models like TAM (Technology Acceptance Model.) The study 
examines the effects of compatibility, trust in government, perceived ease use, perceived 
usefulness, and accessibility, quality of services, ICT experience and convenience on the 
adoption of e-government. The questionnaire asked direct questions about the respondents’ 
attitudes towards e-government, on average only one direct question was asked on each construct 
or variable. The research is based mainly on quantitative primary data that was collected through 
online survey. The survey developed using qualtrics and was distributed through emails, and face 
book to 400 respondents from about eighty different nationalities, but most of them did not 
respond. The main method that was used to test hypotheses is regression analysis and ANOVA. 
A likert scale of 1 to 7 was used to conduct the survey was used with 1 representing strongly 
disagree and 7 representing strongly agree. 
 
V Data analysis 
A total of 118 responses were recorded and of these 98.29% were aware of the existence of e-
government although awareness did not result in the use of e-government services. Sixty-three 
comma sixty-four of the respondents were male and36.36 were female. Of the total respondents 
54.08 were in the 25-34 age range followed by 37.76% in the 35 to 44 age range. 43.3% of the 
respondents had at least a Master’s degree. The regression analysis method was used for 
analyzing data. 
Demographic statistics 
What is your gender 
 
  Frequency Percent Valid Percent Cumulative Percent 
Valid Male 63 53.4 63.6 63.6 
Female 36 30.5 36.4 100 
  Total 99 83.9 100   
Missing System 19 16.1     
Total   118 100     
 
 The level of significance is 95% 
Variable  independent-dependent Standardized coefficient  sig 
Compatibility-adoption of e-government 0.533(6.13)*** 5% 
Trust in government-adoption of e-
government 
-0.204(-2.022) 5% 
Perceived usefulness-adoption of e-
government 
0.431(4.633)*** 5% 
Perceived ease of use-e-government adoption 0.486(5.416)*** 5% 
Accessibility-e-government adoption -2.96(-2.984) 5% 
Quality of services- e-government adoption -0.09(-.361) Statistically 
insignificant 
ICT experience –e-government adoption 0.544(6.291)*** 5% 
Convenience –e-government adoption -0.121(-1.030) 5% 
 
 
Other findings 
Variables(independent>  dependent Standardized coefficient sig 
Satisfaction with e-government-re-use 0.718(10)*** 5% 
 
Other findings 
Variables(independent>  dependent Standardized coefficient sig 
efficiency -0.229(1.712) 5% 
modernization -0.084(0.627) insignificant 
 
Discussion of results 
The results show that compatibility is a significant factor in determining the need to adopt e-
government services. The results show that compatibility is statistically significant at 5% level 
with a standardized co-efficient of 0.532 implying that improving compatibility by 5% has the 
potential to increase intention to adopt e-government by 52.3%. The strong correlation existing 
between compatibility and intention to use e-government further buttress the  importance of 
system compatibility in ensuring that e-government services are user-friendly and not a burden to 
users, therefore in designing e-government, governments should prioritize  system compatibility. 
From the ANOVA table, the model is significant at 5% level with F=30.404 and r-squared of 
0.283, so we accept the alternative hypothesis and reject the null.  
For trust in government, the predictor co-efficient of -.204  and is significant at 5%, implying 
that trust in government does  affect intention to adopt e-government  though in a negative way 
as shown by the negative co-efficient. So in this, case we accept the alternative hypothesis and 
reject the null hypothesis. Also, the results of ANOVA find that the model is significant at 5% 
with r-squared of 0.042 and F=4.088. So in designing e-government programs, governments 
should make sure they design in such a way that there is an improved or positive relationship 
with trust in government. 
 For perceived usefulness, we accept the alternative hypothesis and reject the null hypothesis 
since the alpha is greater that p-value which is significant at 5% .The co-efficient is also positive 
at 0.431 meaning that the more people perceive e-government to be useful, the more likely 
they are to adopt it. The implication of this result is that usefulness is a very important factor to 
be considered when designing e-government programs, because as shown by the positive 
coefficient, if usefulness in increased by 5%, there is a 43% likelihood of citizens being more 
willing to adopt e-government. The results of ANOVA, also find that the model to be significant 
at 5% with r-squared of 0.186 and F= 21.463, reinforcing the idea that usefulness is an important 
determinant in e-government adoption. 
 For ease of use, the co-efficient of .486 implies that ease of use has a positive effect on adoption 
of e-government, therefore the more people perceive e-government to be user-friendly, the more 
they are likely to adopt it and since it is statistically significant at 5% and with an increase of 
48.6%, this means that e-government programs should be designed in such a way that the 
website is easy to navigate so that so many people can be willing to adopt it. The results from 
ANOVA, shows that means are different with r-squared of .263 and F=29.332 and the model is 
significant at 5%, and hence we accept the alternative hypothesis, implying that ease of use is an 
important determinant in the decision to adopt e-government services. 
For accessibility, the predictor; (accessibility) ratio co-efficient is-.296 and is significant at 5% 
implying that accessibility makes people adopt e-government. This negative relationship is not in 
line with the theory, but since accessibility is statistically significant at 5%, we accept the 
alternative and reject the null. Also since from the ANOVA results, the r-squared is 0.087 and F= 
8.906 and significant at %, we should accept the hypothesis.  
For quality of services, from the ANOVA table, the p-value of .019 is less than alpha, however 
the coefficients for quality of content and that for accuracy of information are negative though 
promptness of service does have a positive standardized coefficient, the p-values for all the 
predictors are not statistically significant implying that we fail to reject the null, so quality of 
services does not influence people to adopt e-government. 
For ICT experience, the standardized coefficient of .544 is positive, p-value is less than alpha 
and statistically significant at 5% implying that ICT experience has a positive and more 
pronounced    effect on the adoption of e-government, and a 5% increase in IT experience will 
result in an increased intention to adopt e-government of 54.4%, therefore we reject the null and 
accept the alternative. Results from the ANOVA, the r-squared is 0.296and F =39.582 also 
implying that the alternative hypothesis is to be accepted. 
For convenience the p-value is greater than alpha and is statistically insignificant and the 
coefficient is negative at -.121. Flexibility is however; statistically significant at 5% implying 
that it is an important variable though it has got a negative correlation, implying that flexibility is 
an important factor to consider when designing e-government. Though the model suggests that 
convenience is an important factor in determining whether to adopt or not adopt e-government, 
the outcome of this research project is not in conformity with that suggestion, implying that there 
is need for further research to be conducted. The ANOVA results show that the r-squared is.139 
and F=7.37. 
Other findings (satisfaction) 
Satisfaction with e-government services provides a yardstick for measuring e-government 
success or failure. Satisfaction provides the government with direction on how to proceed and 
improve their systems or whether they should dump the program altogether if satisfaction levels 
are very low. It also helps governments with ways of finding new means and ends of serving the 
citizens. The standardized coefficient for satisfaction of.718 is positive and high implying that 
satisfaction highly influences one to use e-government again.  Implication: The more satisfied 
the first time users are, the more likely they are to use e-government again; therefore in trying to 
nudge citizens to adopt e-government governments should ensure that they provide satisfactory 
services to make it more attractive to the public 
 
Efficiency and modernization. 
 The coefficients for both efficiency and modernization are negative at -.229 and-.084 
respectively, implying that there is a negative correlation between satisfaction and efficiency and 
modernization, what this means is that people who are satisfied by e-government do not 
necessarily believe that e-government results in efficiency and modernization of the public sector. 
Efficiency as defined by Amit and Zott (2012) is based on transaction cost theory, namely 
transaction efficiency increases when the cost per transaction decreases. Also p –value is greater 
than alpha and hence we should accept the null and reject the alternative hypothesis. 
 
Implication for managers  
Managers should support e-government programs starting right from the implementation stage. 
Chan and Pan (2003) argued that strong leadership and management support is key to the 
successful implementation and adoption of e-government services. Cahill (2006) also argued that 
“the absence of a clear implementation and adoption strategy hinders the smooth running of e-
government programs. However although all pointers seem to be emphasizing the importance of 
managerial input in the e-government programs, the is also need to involve employees so that 
they will not resist the change management process, since e-government programs are often 
viewed with skepticism by employees who think that once e-government programs are 
implemented, they will be regarded redundant and will lose their jobs, hence it is important to 
explain to them that the role of e-government is not to put workers out of work but to improve 
efficiency and to modernize the public services. According to Chan, and Pan (2003), there is a 
need to actually involve all stakeholders including citizens during the implementation stage, this 
will make it easier for them to embrace and adopt e-government. As Heeks (2002) notes, ‘there 
is a large gap in the physical, cultural, economic and various other conduits between the software 
designs and where the e-government project is being implemented. Therefore there is need for 
managers to put in context those differences before they implement their e-government projects 
such that the project will be compatible with citizens. The paradox in e-government lies in the 
fact that, so many people prefer online or internet banking and they also use social media a lot in 
some instances providing so many details on the social media which might be prone to abuse but 
when it comes to e-government those same people are very reluctant to adopt it .Is it because 
citizens do not trust the governments that they elected into office and trust banks and the social 
media? Can government managers learn from bankers how they manage to convince their clients 
to use internet banking? Is it that the government lacks “good public relations and cannot 
communicate well its policies, should all government employees be trained in public relations, 
these are some of the questions that public managers should ask in order to find a solution on 
how they can increase the adoption of e-government. 
The results show that a lot still needs to be done in order to entice citizens to adopt e-government. 
Maybe the citizens are tired of hearing the same concept; e-government, should there be a 
change, perhaps the managers should try some new means and ends.  In designing e-government 
websites, care should be taken to make sure that they are navigable and since most people also 
are not so keen to adopt e-government, decentralization of government services might be partly 
the solution though it is debatable that being closer physically to the citizens does not necessarily 
result in efficiency or does not improve the responsiveness of governments. Although 
decentralization might serve  the locals it might not serve the diasporas who might also want to 
contact their governments back home maybe to renew passports and visas, so it is also an area 
that managers should bear in mind whether to implement decentralization or e-government, the 
managers should look at the ages of people and their level of education , from the research most 
of the respondents who answered the survey were Master’s degree holders so maybe what it 
means is that the government should promote higher education as  a way of trying to increase the 
adoption of e-government. 
There is also need to analyze the socio-economic demography of the targeted population and also 
to determine the dominant culture. As Colesca (2009) notes, the attitude of the population is 
influenced by their cultural and religious beliefs. In designing and implementing e-government 
programs, managers should also put in place change management mechanisms to deal with 
resistance to change. In addition to lack of knowledge about the existence of e-government, some 
citizens may not adopt e-government as a way of resisting change, they are so much used to the 
old way of doing business, they value face-to-face interactions and the online transactions may 
not go well with them. The is also need to create synergies between government and citizens in 
e-government implementation, where their efforts complement each other  but this can happen 
only when there is trust between the citizens and the government. Eynon (2007) puts it better 
when he said; ‘A low level of trust on government coupled with a high level of trust on the 
internet may result in a situation where citizens use the internet or information technology as a 
competitive tool against government”. So there is need for the government and citizens to put 
together their efforts so that they can realize the full benefits of e-government. 
 
Policy and economic implications 
The results show that most of the variables do affect e-government adoption, but does 
government need to continually invest in e-government when there is little uptake of the system, 
what the government needs to do is to inculcate a digital culture within its citizens. There is also 
need for government to ensure transparency in all its dealings so that the citizens can trust it, 
since trust in government has a great bearing on e-government adoption. The results of this 
research showed that citizens trust levels on government are very low hence government should 
invest more in programs that make the citizen trust it and then launch e-government later after 
the citizens are sure that the government can be trusted. 
One other factor that needs to be considered in order to have sound e-government policies is that, 
there should be a complaint mechanism in place and there should be increased interaction. Cho 
(2001) postulates that increased interaction will result in an organization having more and clear 
understanding of individual needs and this will help them to design or make improvements 
according to customers’ specifications and once they do this more customers will be satisfied by 
their services and hence the e-government adopters will also increase since the web will be 
designed to their specifications. Increased interaction will also be used as a conduit to get 
information about weaknesses, strengths and areas of improvements in the current technology 
and software tools. It is also imperative to deal with stereotypes when designing e-government 
systems, in as much as trust in most governments is very low, there is need to distinguish real 
fear of internet fraud or theft of identity from stereotyping of government websites 
 
VI Conclusion 
Although prior researches found out that trust in government, quality of services and flexibility 
influences decision to adopt e-government, this research found out that there is a negative 
relationship between trust in government and e-government adoption. There is also a further 
finding that satisfaction with e-government services does not directly translate to efficiency and 
modernization of the public sector and maybe the results can be explained by this as explained 
by Warkentin, Geffen, Pavlou, and Rose (2002)“A major distinction between e-government and 
other online technologies, such as e-commerce, is that the use of certain e-government 
technologies is mandatory, rather than voluntary”  In order for citizens to embrace e-government, 
all services that can be offered through e-government should be strictly accessed through such, 
and only special cases and when the system is down that is when citizens can use other means of 
communicating with government. Issues like biometric identification is compulsory in some 
countries for example South Korea adopted the biometric identification for its immigration 
procedures so the adoption of e-government for foreigners especially is involuntary.  Since there 
seems to some factors that citizens deem important before using e-government, governments 
instead making adoption of e-government a mandatory process, they should design it in such a 
way that they nudge citizens to use it, digital by default. Although e-government promotes 
increased interaction between the citizens and the government, increased interaction does not 
automatically translate to quality service for example promptness in response may end up 
resulting in goal displacement, the government will respond to queries quickly but without 
solving the problems. 
 
E-government should also be accompanied by supporting cyber laws that promote safe 
transactions on the government website. E-government laws can play a very significant role 
either in promoting the adoption of e-government or they can also hinder it, so care should be 
taken when crafting such type of laws. In the previous decades, emphasis was placed on 
decentralization in order to be closer to the citizens and in order to improve efficiency, with the 
advent of the digital era, there was no need to physically move government offices or workers to 
the people, the citizens can now access government services in the comfort of their homes, but 
does being closer physically to the people mean improved service? In some instances it is not 
always the case that may actually result in goal displacement, where the emphasis will be on 
prompt service but without addressing or solving the real problem, so in order to avert this or to 
complement decentralization; the governments introduced e-government. 
Transparency according to Marche and McNiven (2003) also plays a very important role in 
influencing citizens to adopt e-government services or to enhance citizen’s trust in government; 
therefore governments should make an effort to be transparent in all their dealings with the 
citizens so that the citizens will not be suspicious of any government initiative. In addition to that 
there is also need for the government to understand the characteristics of its population, their 
beliefs, level of education, their attitudes towards government and government programs before 
implementing e-government programs. This is done so that the e-government can be tailor-made 
for the citizens” needs and the context in which they operate because what worked in a certain 
context may actually not work in another context depending on the citizens” characteristics and 
individual beliefs. There may also be a need to find new means and ends, meaning if e-
government has not been adopted by the majority of the citizens then there should be an 
alternative means of improving efficiency in government which is not necessarily e-government 
or an enhanced form of e-government like  E-alliances that might be more attractive to citizens 
and may increase their uptake of e-government services, maybe what needs to be removed is the 
government part of  e-government because governments have a reputation of “failure” so 
something like e-citizen, e-alliances may be acceptable to the targeted population. 
 
 
LIMITATIONS OF THE STUDY 
Due to limitations of time, the research is based only on a very small sample and the 
results reflected herein may not reflect the true picture of what is obtaining in reality. Future 
research needs to improve sample size. Future research should also consider cross cultural 
analysis and qualitative analysis.  
There was also an imbalance in the level of education of respondents,  most respondents had at 
least a professional degree and the research might not cater for those who have low levels of 
education .There was also age bias, most respondents are in the economically active age group 
which might influence their adoption of e-government. There wasn’t also a differentiation 
between e-government in developed and developing countries, also thee specific country’s 
context need to be considered if the results are to be meaningful, the next study will probably 
focus on individual countries starting with my own country, Zimbabwe and its limited technical 
capacity  in IT. There were also people who had never used e-government services and there 
were no representatives of people from the remote parts of the country. The  results may also 
reflect the current trend or the specific context in which the research was undertaken and so 
should not be used for interpreting the behavior of all the population since it was just a sample 
taken mainly form Masters’ students whose ideas beliefs and intellect may be different from 
other populations. Also the fact that this was a quantitative research also poses certain limitations 
like Benjamin Israelli, the former British prime minister said ‘there are three kinds of lies namely 
lies; damned lies and statistics. He also went further to say that not everything that can be 
counted counts and not everything that counts can be counted. Quantitative methods are also not 
free from bias, since it is really difficult to quantify social phenomena. There should be a tradeoff 
of a limited view provided by a single index and the total picture provided by multiple indices. 
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